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In the Claims: 

Please amend the claims as set forth below: 

1. (Canceled) 

2. (Previously Amended) A method of managing incoming calls as recited in claim 42, wherein 
the step of receiving an incoming call includes the steps of: 

listening for an incoming call; and 
connecting to the incoming call when it occurs. 

3. (Previously Amended) A method of managing incoming calls as recited in claim 42, 
wherein the step of receiving one or more input signals from the caller includes the steps of: 
receiving a selection event from the caller by the call object; and 

determining from the selection event which of the selection items in die department table 
was selected by the caller. 

4. (Original) A method of managing incoming calls as recited in claim 3. wherein the selection 
event is a DTMF tone produced by the caller. 

5. (Original) A method of managing incoming calls as recited in claim 3, wherein the selection 
event is a recognized voice input from the caller. 

6. (Cancelled) 

7. (Currently Amended) A method of managing inc oming calls as recited in claim 43. A method; 
in g dato prooooaing oyotom having o plurahty of computing nodoo. of managing incoming calls 
for on organiaation having a plurality' of dopai U nonto and a plurality of agonto, tho m e tho d 

oomprioing tho rstopo ofi 

mcc iv i ng ono or moro incoming call o by a call managor obj e ct, a oaU manager obje c t 
boing prosont in oach of tho plurality of computing nodca; 
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oroating an gsflociatod coll objoot for e aoh incoming call in rosponflo to reooi> . ing tho 



inooming call; 



y la ' /mg t o th e cnlln T n v n irn mmi i i^-""->^^»? " pliirniity nf r - n l oGtinn itomG in a dopartmont 
tablo oorrcaponding to a depm t mont in tho orgonigation. oaoh call o bjoot inoluding th e 
doportmont tablo with which tho oall is currontly ossooiatod. tho dopartmont tablo including 
wherein the alternate routinp information includes voice mail box infoimaUon and operator 
informationi 

l U L-Ci iv i ng on o or mc i r o in put licnnl" fr"*" ^nilnrin ro r- ponco to tlio voico menu playod 
to tho oallor; and 

managing tho incoming call aocording to a oall managcmont polioy based on tho 
ii if o miation co nt n inn l in T^" '<"r"'^^"^ "^'^ ^^^"^ ^° attempt to 

roooh ono of tho pltiralit>' of agonto of tlio orgonigation by: 

d oluii mung if on agent ia availablo aooording to tho dopartmont tablo doaoribod in tho 

voioo menu; 

ubmim ng tli o a gc n t'a di r nn tnry n i imbnr fi-"*-" HnpnTTtnant tablo. tronafciring tho oall t e 
th a - ggont, and diooonnooting fr o m tho oall. if tho agont is available; wh.t^rRin the step of handling 
thft call accorriinp; to the alternate routine informatio n i n clu des the steps of: 

determining whether or not voice mail box is available for the department according to 
the department tabl &rif tho agent ia not availabl e; 

ifv»icemail is available, recording a message from the caller and storing it in the voice 

mail box , i f v o ico mail io avnil ahl p ; 

if voice mail is nnt available, determining whether the operator is available, if voioo mail 

is rnot availabl e; 

ifthe operator is available, transferring the caller to the operato r, if tho oporotor to 
ovailobl e; and 

ifthe operator is not available, recording a message from the caller in the default mailbox 
disconnecting from the caller rif tUo operator ia not availablo . 

8. (Previously Amended) A method of managing incoming calls as recited in claim 42, 
wherein the organization has an organization database; and 
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wherein the plurality of agents includes local agents and one or more remote agents, each 
of which can have access to the organization database. 

9. (Original) A method of managing incoming calls as recited in claim S, wherein a remote agent 
is connected to the organization through an ISDN line. 

10, (Original) A method of managing incoming calls as recited in claim 9, wherein remote agents 
communicate information to the organization over the D-channel of the ISDN using X.25 
protocol. 

U. (Original)A method of managing incoming calls as recited in claim 10, wherein the 
information communicated includes agent status and queries not visible to the caller. 

12. (Original) A method of managing incoming calls as recited in claim 8, wherein remote agents 
can communicate to each other and to local agents over the Internet. 

1 3. (Previously Amended) A method of managing incoming calls as recited in claim 42, 

wherein the incoming call has caller ID information associated with it; and 
wherein the step of managing the incoming call according to the call-management policy 
includes: 

transferring the incoming call to an agent based on the caller ID information; and 
disconnecting from the call. 

14. (Previously Amended) A method of managing incoming calls as recited in claim 42, wherein 
the department table can contain Java objects. 

15. (Original) A method of managing incoming calls as recited in claim 14, wherein a Java object 
in the table is a voice menu file. 
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16. (Original)A method of managing incommg calls as recited in claim 14, wherein a Java object 
in the table is an XML object, 

1 7. (Original) A method of managing incoming calls as recited in claim 14, wherein a Java object 
in the table is a file object. 

18. (Original) A method of managing incoming calls as recited in claim 14, wherein a Java object 
in the table is another table obj ect 

ig (Previously Amended) A method of managing incoming calls as recited in claim 42, wherein 
the department tables are JDBC-accessible tables, 

20. (Cancelled) 



21. (Currently Amended) A method of managing incoming calls as recited in claim 44 A method, 
in g data procesGing ■ s ^' stom having a plurolitj ^ of computing nodoc ; , of monQging inooming callo 
for an orgomzation having a plurality of doportmontfl and a plurality of ggontfl, the m e thod 
oompf tfl ing tho Gtopa of: 

roc o iving on e or more incoming calls by a ooll managor object, u call monagor objoct 
boing pr e s e nt in each of the plurality of computing nod e s; 

orogting an aGSOoiatod oall object for e ach inooming oall in rOGponse to r e o ei- ving th e 
incoming call; 

playing to tho caller a voico menu describing a pluralit y ^ o f aoloction i tems in a doportmont 
table corresponding to a doportmont in the orgonization, each oall object inoluding tho 
dopartm e nt table with which th e oall io currontly oQaociat e d ? 

whoroin tho doportmont toblo haa a plurality of rows and oolumns, whoroin tho row a are 
sclootod by tho input calla fr o m tho callor, and 

wherein tho oolumns of tho o e l e ol e d row contain information uaed by the call managor 
object to implomont a call monagomont polioy > wherein the columns of the selected row include 
alluding fields for specifyingLa voice menu file for the selected row, the availability of an agent. 
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the agent's directory number, the availability of another departinent[,] and the availability of 
voice mail for the department for the call-management policy.[;] 

l oooiving ono or moro input signals from tho callor in rcsponao to tho voioo m e nu played 
te tho caller; and 

managing th e incoming call according to tho ooll monagom e nt policy baood on the 
lufor mation c ontain ed i n fhn Tnblf nni '"r"^ ri^„]n . frnm the callcf to attompt to roaoh one of 
tho plurality of aeontQ of tho organization. 

22. (Previously Amended) A method of managing incoming calls as recited in claim 42, wherein 
each call object is an element of an array of call objects managed by the call manager object. 

23. (Previously Amended) A method of managing incoming calls as recited in claim 42, wherein 
the call manager object can invoke any one of the call objects to play a voice menu, record a 
caller message, to transfer a call, or to obtain another department table for the call associated 
with the call object. 

24. (Previously Amended) A method of managing incoming calls as recited in claim 42, wherein 
the call object is capable of being coupled to an ISDN PSTN system and capable receiving notice 
of and responding directly to ISDN events upon their occurrence. 

25. (Previously Amended) A method of managing incoming calls as recited in claim 42, wherein 
the call manager object is capable of being coupled to an ISDN PSTN system and capable of 
receiving notice of and responding directly to ISDN events upon their occurrence. 

26. (Previously Amended) A method, in a data processing system having a plurality of 
computing nodes, of managing incoming calls for an organization having a plurality of 
departments, an organization database and a plurality of agents, the method comprising the steps 
of: 

(a) receiving an incoming voice call by a call manager object, a call manager object being 
present in each of the plurality of computing nodes; 
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(b) creating an associated caU object for each incoming call in response to receiving the 
incoming call; 

(c) playing to the caller a voice menu corresponding to a plurality of selection items in a 
department table for the organization, each call object including the department table with which 
the call is currently associated; 

(d) receiving an input signal from the caller in response to the voice menu played to the 
caller, the input signal specifying one of the plurality of selection items in the department table; 

(e) determining whether or not an agent is available for the selected item in the 
department table; 

if an agent is available, (f) obtaining the agent's number from the department table and 
transferring the call to the agent and continuing at step (h); 

if an agent is not available and if another department table is available, (g) obtaining 
another department table from the organization database and continuing at step (c); and 

(h) disconnecting from the caller. 

27. (Previously Amended) A method of managing incoming calls for an organization having a 
plurality of departments, an organization database and a plurality of agents as recited in claim 26, 
further comprising the steps of: 
prior to step (h), 

if another department table is not available, (j) determining from the table whether 

department voice mail is available; 

if department voice mail is available, (k) recording a voice message from the 

caller; 

if department voice mail is not available, (1) detemiining whether an operator is 

available; 

if the operator is available, (m) transferring the call to the operator; and 

if the operator is not available, (n) recording a voice message from the caller. 

28. (Previously Amended) A call management system for an organization having a plurality of 
departments and a pluraUty of agents, comprising: 
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a plurality of computer processing nodes; 

an ISDN interface adapter connected to multiple ISDN B-channels and at least one 
computer processing node; 

a main memory included in each computer processing node connected to an ISDN 
channel, wherein the main memory stores a computer program instructing the computer 
processing node to carry out the steps of; 

receiving an incoming call from a caller by a call manager object; 
creating an associated call object for each incoming call in response to receiving 
the incoming call; 

playing a voice menu corresponding to a plurality of selection items in a 
department table for the organization to the caller over an ISDN B-channel, each call object 
including the department table with which the call is currently associated; 

detecting incoming signals from the caller on an ISDN-B channel in response to a 
voice message played for the caller; 

accessing the table based on the incoming signals from the caller; and 

connecting the caller to any available agent according to a call-management policy 
based on the table. 

29, (Cancelled) 

30. (Currently Amended) A computer processing storage medium as recited in claim 45-A 
storag e modium for a data procoflsing pystom having a plurality of computing nodoa, th e medium 
having G t orod thoroon a program for managing incoming calb for an organigution having -a 
plurftlit>^ of doportmonts, and a plumlity of ag e ntc, tho program rooiding on oaoh computing node 
of the data procQCGing syGtom and instruoting each node to oony out the Gtopa of; 

rocoiving ono or morp incoming calls; 

oroating an OGGOoiat e d call object for oaoh incoming call in rooponso to roooiving th e 
incoming call; - 

placing to tho caller g ^ ^oioo monu - doscribing a pluraUty of solootion itomo in a dopartmont 
tablo ooncsponding to a doportmont in tho organization, ooch call object including th e 
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doportmont tablo with whioh tho call io ourrontl)' aooooiatod , wherein the dopartmont table 
includes agent availability information and alternative routing infonnationj;] 

tocciving one or more input oignalo from tho oaHc i r in rospon a o to tha voice monu play ed 
to tho aoller; an d 

ii iu i mgmg tho incoming oaU aooording to a call managomont polioy baaod on tho 
iiifonnation oontoinod in th e dopartmont tablo and tho input signalo from tho oallcr to attempt ' to 
roaoh one of tho plurality' of agcnto of tho organization. 

31. (Cancelled) 

32. (Previously Amended) A call management software system for managing incoming calls to 
an organization having a plurality of departments and a plurality of agents, as recited in claim 46, 
further including a Java-ISDN interface program for implementing one or more of the call object 
methods in native code and for providing an interface which allows the call manager object and 
call objects to respond to hardware events pertaining to the incoming call. 

33. (Previously Amended) A call management software system for managing incoming calls to 
an organizaUon having a plurality of departments and a plurality of agents as recited in claim 46, 
wherein the table is a JDBC-accessible table. 

34. (Previously Amended) A call management software system for managing incoming calls to 
an organization having a plurality of departments and a plurality of agents as recited in claim 46, 
wherein the table contains Java objects. 

35. (New) A method, in a data processing system having a plurality of computing nodes, of 
managing incoming calls for an organization having a plurality of departments and a plurality of 
agents, the method comprising the steps of: 

receiving an event indicating a call from a non-object software driver that is connected to 

communication hardware; 
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receiving notice in a non-object driver interface software of the call event from the 
software driver; 

receiving notice by a call manager object of the call event from the driver interface 
software, a call manager object being present in each of the plurality of computing nodes, and 
each call manager object including an observer method, a table access method, and a call object 
activation method; 

activating a call object for each call in response to receiving notice of the call from the 
driver interface layer, wherein the activated call object includes a department method for 
embedding a department table into the activated call object, a play method for playing a voice 
menu to a caller, a record method for recording a voice message from the caller, a get number 
method for obtaining a number to which a call may be transferred, and a transfer method for 
transferring calls to a number; and 

embedding a department table into the activated call object by invoking the department 
method of the call object, the embedded department table becoming the current department table, 
wherein the department table includes an agent field that indicates whether or not a particular 
agent is available; 

causing the associated call object to play to the caller a voice menu by invoking the play 
method of the activated call object, wherein the voice menu describes a plurality of selection 
items in the current department table, the voice menu being sent to the caller via the interface and 
driver software; 

receiving, by using the observer method, a selection event input from the caller in 
response to the voice menu played to the caller, wherein the selection event input is received via 
the driver and interface soflAvare; 

accessing, by using the table access method, the agent field in the current department 
table in the activated call object based on the selection event input to determine whether or not a 
particular agent is available; and 

if the particular agent is available based on the current department table, obtaining the 
particular agent*$ directory number by invoking the agent number method, and causing the call to 
be transferred to the number of the particular agent, by invoking the transfer method of the 
activated call object. 
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36. (New) A method of managing incoming calls as recited in claim 35, 

wherein the activated call object includes a get next menu method for obtaining another 
department table; and 

further comprising, 

if tlie agent is not available based on the current department table, obtaining 
another department table, using the get next menu method of the activated call object, embedding 
the other department table into the activated call object using the department method, the other 
department table becoming the current department table, and accessing, by using the table access 
method, the agent field in the current department table in the activated call object based on the 
selection event input to determine whether or not a particular agent is available; and 

if the particular agent is available based on the current department table, obtaining 
the particular agent*s directory number by invoking the agent number method, and causing the 
call to be transferred to the number of the particular agent, by invoking the transfer method of the 
activated call object. 

37. (New) A method of managing incoming calls as recited in claim 35, wherein the selection 
event is a DTMF tone produced by the caller. 

38. (New) A method of managing incoming calls as recited in claim 35, wherein the selection 
event is a recognized voice input from the caller, 

39. (New) A method of managing incoming calls as recited m claim 35, 

wherein the organization has an organization database; and 

wherein the plurality of agents includes local agents and one or more remote agents, each 
of which can have access to the organization database. 

40. (New) A method, in a data processing system having a plurality of computing nodes, of 
managing incoming calls for an organization having a plurality of departments and a pluraUty of 
agents, the method comprising the steps of; 
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receiving one or more incoming calls by a call manager object, a call manager object 
being present in each of the plurality of computing nodes, wherein the call manager object 
includes an observer method and a table access method; 

creating an associated call object for each incoming call in response to receiving the 
incoming call, wherein the call object includes a department method for embedding a department 
table in the associated call object, a play method for playing a voice menu to a caller, a record 
method for recording a voice message from the caller, a transfer method for transferring calls to a 
party, and a department table that is accessible by the call manager object via its table access 
method and includes a voice mailbox field and an agent field; 

causing the associated call object to play to the caller a voice menu by invoking the play 
method of the call object associated with, the call, wherein the voice menu describes a plurality of 
selection items in the department table corresponding to a department in the organization, the 
department table being associated with the current call; 

receiving, by means of the observer method, a selection event input from the caller in 
response to the voice menu played to the caller; 

determining whether or not the agent field and the voice mail box field are empty by 
invoking the table access method of the associated call object; 

causing a caller's voice to be recorded, based on a selection event input by the caller, by 
invoking the record method of the associated call object; and 

causing the call to be transferred, based on the selection event input of the caller, if the 
agent field is not empty, by invoking the transfer method of the associated call object, wherein all 
of said steps are performed by call object's interaction with said call managCT. and without call 
objects having to instantiate any additional objects. 

41. (New) A framework for implementing a Java Based telephone call distribution system, 
capable of managing the distribution of incoming calls to a plurality of agents, the framework 
comprising: 

at least one call object having a class corresponding to a first of two Java telephony object 
types, and including a department table, each caU object possessing at least a listen( ) method 
capable of Ustening for specific types of calls, a dept( ) method capable of embedding a 
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department table in said call object, a transfer( ) method capable of initiating a call transfer, an 
agent( ) method capable of accessing an agent field of said department table, a play( ) method 
capable of playing to a caller a voice file retrieved from the department table, a record( ) method 
capable of recording caller voice and saving through said department table, and a readDTMF( ) 
method capable of accessing DTMF tones firom a caller and using said tones as an index into 
said department table; 

a call manager object having a class corresponding to the second of two Java telephony 
object types, and implemented in each node of the distributed system, said call manager object 
creating a call object for each incoming call and possessing an observe( ) method capable of 
observing events associated with said call object; and 

an interface layer that is accessed by said call manager object and said call object and that 
provides a Java native interface to ISDN driver software; 

wherein said Java objects and said Java native interface software are capable of being 
compiled by a Java compiler and executed on a Java Virtual machine with no other telephony 
objects being required for operation, 

42. (Previously Presented) A method, in a data processing system having a pluraUty of 
computing nodes, of managing incoming calls for an organization having a plurality of 
departments and a pluraUty of agents, the method comprising the steps of: 

receiving one or more incoming calls by a call manager object, a call manager object 
being present in each of the plurality of computing nodes; 

creating an associated call object for each incoming call in response to receiving the 
incoming call; 

playing to the caller a voice menu describing a plurality of selection items in a department 
table corresponding to a department in the organization, each call object including the 
department table with which the call is currently associated; 

receiving one or more input signals from the caller in response to the voice menu played 
to the caller; and 
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managing the incoming caJl according to a call-management policy based on the 
infonnation contained in the table and the input signals from the caller to attempt to reach one of 
the plurality of agents of the organization. 

43. (Previously Presented) A method of managing incoming caUs as recited in claim 42, 
wherein the table includes alternate routing information; 

wherein the step of managing the incoming call according to a call-management policy 

includes the steps of: 

determining if an agent is available according to the department table described in 

the voice menu; 

if the agent is available, obtaining the agent's directory number from the table, 
transferring the call to the agent, and disconnecting from the call; and 

if the agent is not available, handling the call according to alternate routing 

infonnation. 

44. (Previously Presented) A method of managing incoming calls as recited in claim 42, 

wherein the department table has a plurality of rows and columns; and 
wherein a row in the department table is selected by the input signals from the caller; and 
wherein the columns of the selected row contain information used by the call manager 
object to implement the call-management policy. 

45. (Previously Presented) A storage medium for a data processing system having a plurality of 
computing nodes, the medium having stored thereon a program for managing incoming calls for 
an organization having a plurality of departments, and a plurality of agents, the program residing 
on each computing node of the data processing system and instructing each node to carry out the 
steps of: 

receiving one or more incoming calls; 

creating an associated call object for each incoming call in response to receiving the 
incoming call; 
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playing to the caller a voice menu describing a pluraUty of selection items in a department 
table corresponding to a department in the organization, each call object including the 
department table with which the call is currently associated; 

receiving one or more input signals from the caller in response to the voice menu played 

to the caller; and 

managing the incoming call according to a call-management poUcy based on the 
information contained in the table and the input signals from the caller to attempt to reach one of 
the plurality of agents of the organization. 

46. (Previously Presented) A call management software system for managing incoming calls to 
an organization having a plurality of departments and a plurality of agents, the system 
comprising: 

a call object associated with each incoming call, the call object including a plurality of 
call object methods and a table associated with a department, the table containing inforoiation to 
guide the management of the incoming call; and 

a call manager object being present in each of a plurality of computing nodes and 
including a plurality of call manager object methods, the call manager object for creating a call 
object for each incoming call, for embedding the table into the call object and for invoking 
methods of the call object based on the information in the table to attempt to transfer the call to 
an agent of the organization. 
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